تأثیر سیستم مدیریت کیفیت بر میزان رضایتمندی کارکنان در بخش مراقبتهای ویژه تنفسی در بیمارستان شهید دکتر لبافی نژاد by مصدق راد, علی محمد & اشرفی, انیسه

  
   + IC	  @@ 21/J A +	 *4@ */+/1 " +DK?"4? L/8 2<M   N1 13  8 + "..   
Published By Tehran University Of Medical Sciences: www.TUMS.ac.ir 
41 
 
  
  
 2<M+ IC	  @@ 21/J A +	 *4@ */+/1 " +DK?
  L <6 +@ 1 	  "4? L/8  
  
# >1? 1,* /1 4  	)& *2  
  
>G
 B
5 :17/8/93                          X R B
5: 19/8/94  
  
  
  
  
  
                                                                                                                                                                                                          
1 -
&
 -
92 -
92 =71 8 U3F4
 H
(9, U(=F4
 H< *"
 % H&&( 8 U%  &
 
2  4 % 
(9, V(+ H&&( (
 EA)* 4)% U(A&( =4%=:
 E!  :en_ashrafi@yahoo.com  
  	
 : 7 K2   
3 3? 72(
  r7@=  73 ?
 %87J1  
U7 

 	 ! . 673 K7
 

 7-,, 7   
3 X @,  65 p



 ? X U8
  
( . 7p

 65 @, K, B	 3? >
  -,, *9 /
 
5  . 7 %7 7@, %7 %&'7( >( [  A; >
 K7R 7-,, 7/ 
U
 W]
 
 CHA %, 3   @-(  3H<
%.  
   	 : 7H<
% K7R  7,  ,J 1 W
<
 A;  %/= K1 7 7
 T  
 CA %, 3  @-(1392 )T  6  ( W]
 . 71 >7
  7 K
*=%  T ?
 @
  7-C 72(
  
7
 KR , -
%C 
 s4 @, % 
 .
 ?
 @7
 7 T7 
%	
 ?
   :H< ,# KR  -,, / % @, % %&'( 
U
 ]- 4R / -J%1 .
 
 
UC
 W% ?
 @ spss  
%< G?
%1  C%$.  
 : T   -,, / 
U1391  =6/56  F . -,, / 
U >%J
?=    73N 7/ ?7= >%J  , 
%  , W]
 
% 6)
  "
%C 
) 
2(
 U  s2= -?  *9 -
  ,   % .  G
71 "7 7	 W7+ ?
 -,,
  B- 
<  7X+ 67C%( 	 W+ ? , JC t%
 %1 ,  ? 
%, / 3u
 -,, ?
 % ", = . 

  7% 7 K7R 7@, H3 %$ ?7
 7, -
%C H3 
% ?  6
<
 3N 2(
  -
%C 
% [

 >( KR , -
%C

 W]
 
 -,, / K
UC
  . T 1  -,, /1392  3/68  7C K
U7C
 7F
)6/20 H3 F .(? v%(  -,, :( 
U 
U  28  C K, F.  
  : @, % B- T  %$ ,    -,, *9 / H3 w+ 
(
 ? v%(  3N :( 
U K, . 
%7 73( WU*7 7@, %7 " 2C
  -,, ( G?N  B- ? % 
 
 3N TC ,J.  
  : -,, *9 /  @, %  
: 
    
  
   +/ 2	            4   "#9413'""   55. .  
Published By Tehran University Of Medical Sciences: www.TUMS.ac.ir 
42  
   
/9 -A (A -B & '&2 . % V9 K4

, K;4 -A ,2  V((A,  -B H;  &
7
(4
 .U9, -B %  % -A , 3, &B (6 2 
-! /A S<2  
 4B k
(
 , , 
, )1 .(
-B k(  % 
(9,  H0 , V(+ o

 4
H
 -
., , 4
2B, % 4 *5F2 '.&
 % C, . -%(,
  k( '&
 , , -=
 44
 e,A vD H&&(
-B 
(4 $% 4 % 
(9,  .  
 -A , 4 % 
(9, C, H0 , V(+ o



2 % V9 K4
 


 B4 C, U734
 % &4 . 4A
 (A (9# + -B , % (4
 &C, U734
 
, K;4 % 
 -B  F, HF   &
7
 (4
 -B H;)2 .( -B -
&( '&
,A, 
 uw H&&( H. , 
 + =&% (&, 4 % 
(9,
 -A % -A  (4B H0 , % U kP#
-! ;PA B4 'z2 % I H&  F, $2 
(AA .  
  W2
 87 H(+ o

  2(+ 94B 
  -A H& H
 -&F % -A i&74 (4
2
  -&F H& , A .  UN&% , h '&

94B 94! k
(
 % H , $2 , 4 % 
(9, 
H
 H.
 7o6 . 
(9, 7
  -A I &4
 , A H&94  % V(+ H0 K >$ 4 %
 -
., H& K  .  
-! S34 34, -A I H&  -B % I , 
-!  H% -
7 % H -F4 
 (A 2 I '

  ()3 .( H
 05 #,
 

 -A I H&
-! E6
 U(4,   +
 
 , H	4 ) H
;2
 % ( HD % I h4 I ( $+ 
 %) G;6
H 7. %  I HA
 % H&&( -B  (
 H
 I , 	2)1 .(  
, K;4 I H&  44
 %4 |06 % X$  &
7
*2 % p*5 -B  U  4 % 
(9, 
 
)4 .(U9, B
 
 -A  % U, 
+, 2C, %
 (4
 + -B % I , F, (9#2)7-5 .( H&
 ,$ , 'Ar. -A '&1 I ! &$-  &.2 % 
-!  
 uz2 -B 2 , )9-8 .( -A I H&
 H& % U( o

 4 % 
(9, V(+ H0 ,
 
 W	2
 -
.,)14-10 .(  
 
 (4
X  uz2 -A I H& ,  

  , 	2 
 I , 	2 
   , -
2
  /;2 Y  , 	2 
 % -B)1 .( 

 -A , H	4 -
&( 
% I HA
 M4
 -B -A 
, I ;2
 % -
&( 4
(" 
 (A /9 -
&
  4 % 
(9,)4 .(  i& &

 %7 % V
792 U
. , (A&+ % >A   V
 % -A I E
 K >$  84
 
, B4
-! I H& K&
7
    .  (4
 H% -A
-! 9<2 -
&(  
" 4
("  % U(& -B  
 
(A . -A 3: , A -
&( 4
(" % T&F2
 -! F, S<2 j, % U( ,   k
(
 , , 

 4B  . 
 B
 3& =& 74 -A SB!
 % =. 	9, , A  H
    734

U9, ;2
  -A %  . V%0 -A B4
H
 . i. -
&( , -A B4 B
 !  B
 2 (A
 , 734
 
  -! =. % U U0
 
 
(AF5, 	9,.  
-B -
&( '&
,A,  , (&, 4 % 
(9, 
 (4B H0 	9, 
, &&( -A % 9:( B
 U0

 S<2 -A 4B (9#2 % I H& K&
7
 
(AA . < 4B N2

 i& -
A , H0 H&&( U%
 % 4 % 
(9, 94B V(+ H0 	9, ,
 H& K&
7
 K&
7
 , A (4
2  -
., H&
  -A I)16-15.(  
H0 H&&( 
$
 
,  05 9=A=2 % 9=2
  H
 94! B
 =& 
 H0 H&&(  H
 U( o



(9, 94B  
" U0
  74 -
&
 4 % 
H
  . , U
. `2  
 H0 H&&( @

  -! 
$
 .  H
 94B 
, , eA
 H
 U	4 T -
(A@ -
&
 4 % 
(9, 94B
)19-17 .( 9=A=2 % >A )( i& B
 U0
 8(
,
 H0 H&&( 
$
 
,   V<=F
-B  =. ,&B
 % (A&
 +  
(9, 
8( 4 %   # -B (
 -
&( H&.6 % (9#2
 % S
1 8M4 $% 8( -A HF 8( .2 
 .$ B
 0 A $% 8( -A M4 B
 4
(" 
 
(9, 94B  
 H0 H&&( H= &C
 H
 U, -
&
 4 %)23-19 .(  
 H0 H&&( 84 , H0 H&&( )( i& 
 G(*
 
 #2 -
&
 4 % 
(9, 94B 
, i&N2


)25-24.(  @n=& / i& i&N2

 H0 H&&(
)D
 B
 =FS%   , A  H
 2. 4, % 
4, H&&( % 	 T& B
 4B =. 	9,  7&

  
   + IC	  @@ 21/J A +	 *4@ */+/1 " +DK?"4? L/8 2<M   N1 13  8 + "..   
Published By Tehran University Of Medical Sciences: www.TUMS.ac.ir 
43 
 
 4B & 4B e$ A H0 i&N2


 (A&
 % =&7 e,A -&F -A H&&( %
  . H&&( B
 	2 i&N2

 H0 H&&(
2

 H
 U?%1 H&&( % H0 H&&( i&N . H&&(
i&N2

 H0  6
   
 H0 H&&( )D

 i&N2

 H&&( 4 )N2

 ,&B
 % 
$
 #2 (
,    .-B 4   0 i&N2

 k
(
 
N2

 U '&%(2 
 4, %  .  
, 2
 
$
 % 6
 
 0 k
(
 '&
 , ,   % (AA
 ,&B
  
 0 i&N2

 k
(
 , , -
7 H&94
   8
("
 D6 l&4 E
, % (AA (AA . H;;6 
-B  k
(
 '&%(2 6
  
 H0 . 	9, 
4, #2 i&N2

  i&N2

 ,&B
 % 2. 
 : (AA . i. U?%1 H&&(  -B 2 (A , 
4,  -B % (A.( )A % 
$
 7& U?%1 U( (A,
(AA 8
("
 H0 	9, . K&
7
 j, U?%1 H&&(
4, &
 % F5,u
  4, B
 D6 2.  7&
&N2

 i  )25.(  
 lA1 

 i&N2

 H0 H&&( / &
$
 )(
 % ,B
 % 
$
 l&%2 B , S734
 B40  6
 H
)25 .( 89@ B )
$
 ( 
 6 U =&% i& B

  U0
  (A&
 	9, 
, . , 6 '&

  HF , $24,  -A  H0 	9, 
 74 % -A  (9#2 % U734
 &
 .  & j,
   94! (A.& vP K&
7
)26 .( H0 H&&(
 $2 -B e04   

 .2 8%
( SB! , i&N2



 . #2 .2  A &
 , A 4 
% H"<+  -B  ! K&
7
 % %!4  . =&%
 H0 H&&( )(  H0 	9, 
 6 U
H
 &B 6
  i&N2

:   
1. K5, D
 (A&
 '#2 
2. (A&
 - U % (A&
 V@ /2 
3. (A&
 
, k( '#2 
4. &
 =. ,&B
 
, & p+ '#2 (A 
5.  &9D &A MA ,  (A&
 2
(A&
 	9, 
, 
6.  (A&
 ;2
 MA , .  U
 #2 
7.  (A&
 	9, 4, '&%(2 
8. 4, 
$
 
9. p"
4 e % U( '#2  p+ , (A&
 ,&B
 
10.  (A&
 H	s2)25(  
(A&
 )( '&
  
" ,  H" ,  
 (4 (! % K5,u
 
(4
 U 2 (4 . '&
,A,
 #  o

 H T& , H  
(,
 -. B
 2 
 .:6    H0 H&&( 	" =&%  
 
, (A&
 -
&
 4 % 
(9, 94B  U0
 
 &A -! V<=F % 54
 ;2
  -! 	9, 
, % (
 
$
 % 4 4, ( . (A&
  3& V<=F Jn
 h"% ,   
=2 6
 -. % H1 ( . )( 
 % F5,u
 M4 B
 (A&
 
(,
 -. B
 i&N2

 H&&(
  
" ,  &
  t<D
  
(4
 % U(
  .  M4  =. k
(
 (A&
  
, Jn
  U
 ;2
 (A&
 %   (4 D6 k
(
 -! 2  .
 ,  H0 H&&( 	" =&% k<+ , '&
,A,
 (z2 94! e % V<=F &A  , =&% '&
  (
&
 
, k
(
 '#2 94! , , 
, S<2 % (A
 7.2 F,  . -A F, U734
 >$  '&

H:#  HF 
,  H0 	9,    . )( 
 $2  =. -B
 ,&B
 i&N2

 H0 H&&(
H
  
" . &A (A&
  5 -&F  (4
, %  4 (A&
  
, 
(
 94! B4 >A2
  .  
 &! % F5,u
 	9,  -A /9 K;4 , $2 ,
-B   94! I H& H.
 % 4 % 
(9, 
 U )( B
 K%N1 '&
  94B '&
 k
(
 , ,
6  
,  
 G(* H0 H&&( 
 (A&
 	9,
 	: (9 -., 0A2 UN&% 9	"
 K5, 
 U0
 K5, '&
 -A I H& K&
7
 % -
92 
N4
( .  
  
!"#   
 H& , H0 H&&( uz2 '#2 k( , K%N1 '&

 (9 -., 0A2 UN&% 9	"
 K5, -A I
92 
N4 	: )  -
1392  ( 84
 . '&
 84
 
,
 F %N1 8
("
 B
 , K%N1Participatory 
Action Research  ( U0
 . B
 =& F %N1 8
("

+
( K%N1 9%  -!   H
 I2 &
 
, 

 , -(4 K%N1 % , K%N1 84
 $ , 3F%N1
! i. 	9, 
, 
 
 +
( % (  84
 
 K%N1 94
, -(4 K%N1 H#%    )27 .( 8
("
 '&
,A,
 , T;2 , =A&
 2 H
 7. 8 , T;2 , %N1
(, 
 (z2 8 % . F K%N1 h4 '&
 
 ( q+   U(F U3&$ B
 3F%N1 , U
. % U
    
  
   +/ 2	            4   "#9413'""   55. .  
Published By Tehran University Of Medical Sciences: www.TUMS.ac.ir 
44  
 =F ,  4 % K%N1   6 

 &
 U
 / i. , U &A 
 ` (A $

 ,&B
 U 
(1 
 &   
$
 , % (AA (4%! .  
  F %N1 8
("
 9N&% B
 HF , -
2
 K%N1  K%N 1 - & % 3F%N1    , i.
H#"  6 (A&
 >2 ,&B
 .$
 U(r1 
 U
 +B, B
 8%
( U0
 % :z l&4 B
 U0
 
 V<=F 6 I2 &
 :z 6 
, .  K%N1
 -(AA H . V<
 K&
7
 % & , U
.
  U
 `2 #2 % -B! )28 .( 8
("
  '&
,A,
 % K%71 l&4 E
 , I2 ).
 K%N1 %N1
 G02
 / , &  (
 .  %N1 8
("
 j, (4
2
 % I2 (A&
  i&N2

 =02  

 &4
2 K&
7

  %  84
 , &.2)29.(  
 1 '&
  #:P  ! #$ -A . K%N 
) 2(+  % -
1 -=71 ( UN&% 9	"
 K5,
 (4, -
92 9 
N4 	:  (9 -.,  0A2
)25 04 .( H F %N1 8
("
  -A 
(4 . i& &
 , B4 H0 H&&( )( 
$
 
,
% U734
 &
 % >A ,  4 % (
 H&&(  (9#2
, =. 
, -., . ( 

 , 2$ '&
,A,
 -.,)K5, 1 % -% H&&( (( 
7, . (#,
  % 
7, K5, -A , 2$ 94! =. >$ B

 ( H	D 94! V<=F % &  . -A % -
&(
$
 T
(4, K5,  +
( K%N1 '&
 
.  
 
 K5, H0 	9, /2 )( 
$
 
, 3F%N1

 =F2 . K5, -A % 1  /2 L

 -.,  &( -., -% H40 )A 1
(4, 3F%N1 % A:, H.6 )` . MA , 3F%N1
 ! K&
7
 H0 . 	9, (A&
   -A
E<  i& K5,  (A&
  /2 
, B! 
 
7, H0 	9, . 	9, /2 U
. , 3F%N1 Jn
 (4%! 
$
 , 
 H0 H&&( 
 6 U )( H0 .
  /2  	9, l&4 U( 
$
 % '&%(2 	9,  4, 
 '#2 k
(
 , , 
, 8BC V
("
 %  
" ,
4, U,%  (A&
 
, U(   
$
 % 7& (4( .
 (A0
 2 '&% B
 ) i& V( , +
(1392   ,
H
 U(  . (A KA 
,  )( '&
 H&&(
A I H& 	9,  H0 , K5, -&;  -
7
K5, -A I H&  
$
 B
 (#, % 	" +
(  
 K5,#:P  ( +
1 .U
  
7
 84 B
 U0
 ,
SPSS  K&
&%16  
" SB
1 (A.  
 B
 -A H& -
7 KA 
,AF1  , W,
I H&   % 
 G(* -A -
=.  ( U0

)30 ( UB % &
 D &
% B
  &C, &&1 % 

-.,  % U, 
+,  
" U0
  -
&
 
 H)32-31 .(AF1 '&
 

 4  i
 )
  %
40 **52 )
   
 -A I H&  H
  4
 1 % H&&( e2 % 4
(" &
7 % G;6 (#,
 H  &
 I 9&(AB4 -
=.  
 I HA
 % -B 9 (A . E
 , VC

A&7 K E;  A&7 , V=: 
  /;
 x< 
 % /0:5 x	&;2 /0:5 . /;
 . /;
 x	&;2
 H
 U( 6
 /0:5 x< . AF1 &&1  '&
 
K%71  ( H2 ( &B!B, T& B
 H
 U) >&
	4% 0:! 92 (D .(  
  
   
 , A	 =&% i&N2

 H0 H&&( /
 %  (A&
 B

(4
 % 6
 , % H
 -A

 7.2 (A&
 . 	9, . H0 	9, U% '&
,A,
 
 K5,  (A&
 0A2 UN&% 9	"
 K5,
(4 &A . % = VD , K5,   (A&

 84
 '2% VD , 9:# % 	4 $ (A ( . ,
 U   H0 	9, /2 K5,  (A&
 '#2
(4(& SB!  (A&
 B(A . SB! B
 J1
 , (A&
  &4 p+ % &4 (A&
 VD
(! (A . U. )%($1  K5, D
 (A&

 -F4 
 0A2 UN&% 9	"
 (.  
  
 '(1 :,=VK 3X A%Q	 YH$ ,N 7  
*5 5   G /,@  
1   	
    
2      
3          
4   !	 " #   
5  !	 $  %&'( )*+   
6   ,-.  /0    
1 2 !34* 5*6.  
7  ) 
   
  

  
   + IC	  @@ 21/J A +	 *4@ */+/1 " +DK?"4? L/8 2<M   N1 13  8 + "..   
Published By Tehran University Of Medical Sciences: www.TUMS.ac.ir 
45 
 
 U 2 (A 
" ,  K5, (A&
 
(4 (! % K5,u
 . 
(4
  (A&
 V@
2 U( ( '&%(2 94! &
$
 9% % 9 % ( / .
 % $ V4=
 , $2 ,  (A&
 B
 i&  
,
 $+ % +
 -&F V
M4
 % B4 ' M4 
( '#2 
(
 .p+  -
, 2 (  M4  &
  UB
(4
 
 (A&
 k
(
 , , -
7 . Jn
 , , %  (A&
 ;2
 
, B4  V<+
(
 ,&B
  /2 =
 S, V$  U( '#2 k
(

 
$
 , % ( '&%(2 
 +
(  4, % H 
"
( 
X . ', 
 0 VD , F5, -% V$
 V12  22 ,  ,  9{B
 (#, 
7, , . K5
(  . (   V$  ..*2  r4A@
  /.*2 
$
 
, 4B V( % 31 
, :`
  M4 ( . , ! -
 , 3F%N1 V$  
 &
 % (9#2 K&
7
  #  84
  AB  A1
 H
 

 ',  U734
 . 8.2    H&;2 , V$
(  -
%
 $2 % .  
 2<=F ,  (A&
 ;2
 
, H0 	9, /2
 % ! 	. , -
2  94! '&2 /9 B
  , %,%
 H%; .2  84
 , 94! (9#2 8( A1 V9
 
$
  -=71 2%02 , I2 ,
,  -A 
4,  0{% 	 F5, ', V<=F H0 	9, 
 -&F ! 8( % V
792 % 44
 e,A 	. 
(
 U
 . , % (# V$ =F2 , H0 	9, /2
 tP V<=F U(4%! $% , &C =
 S, B
 U0

 (4 &A 
 U( . 9< 
7, 
, B!
 	9, (A&
  94! HF % 
=. % -=71 % -A
 K % 94! (9#2 % ! K&
7
 j,  (A&

 ( 94!  I2 % H%; . i	 I2 , 'Ar.
 , 
( 0{% B
 X K5, &( 	 % H&&(
U B
 U0
 % 
( (A    F H&&(
 H& #2 K5, -A  %!4 % H"<+ % .2 .
 i& H0 	9, /2 H1 -
A , K5, 1
 9:# 
$
 
, 8
6
 % .
 H"
(D , 8
2 
%! $% , K5,   . =. , A	 S
1 /
-A  U734
 &
 
, (   , .  
 ) 1391  -A H& -
76/56  , (D .
 % G;6  AB  -A &4 UB6 '&F,
 '&F, % I HA
 %  H H&&( ;2
 7.
 V4=
 -, /
 -
=.  UB6  94! H& -
7

 %  84
 H9$ e,A %,  & . 8( B
 -A
  8904 9 94! B
 4
(" % S
1 / $%
 uz2 &B  F E
 1   -B
 4C V#2 $% 8( 94! < , - P4
 H&.6 8( % H&&( , .
 8( B
 H&&( 8BC 
9{
 -A(4 &4  . %(67/66  -A (D
 2 , & 3& 4.,   ,F  '& VD 
(4, -., . %(62/54  (A
 &.4A B
 (D
 + -&A! % -% , 
 -., '&
  )I
 2
(AA 9AF1 % D2.  
K5,   (A&
 ;2
  0A2 UN&% 9	"

  ., K;4 H.
 , -A B
 i&  2 ( j,
  9, 
 + /9 &{% (4 U! F, -.,
 94! =. 	9, j, 
 '&
 -+ 0 , % (AA .
 4,  HF ,  (A
 9{
 -A 	9, 
. J6 H&;2 % H0K5,  %  % =  )A

    + =. , F,  9, E6

 F,  , H	4 -(9#2 % 
 + I , H	4
H
 U( . A 94! B
 4
(" % -A B
 -
&( H&.6
( -A % -
&( ', ,; 8
6
 % .
 #2 ,.   
F H&&(  &
 	9,  (A % 
 Y 9:# kX6 %  (A&
 B
(4

 % &#2 -A 
, B! 9< 
7, %
 , K -A B
 i&  &{% t '#2
 -., -% L6 , V$ 
7, K5,  -A
B4 , $2 % % 4.4 1 '#2 -A V
M4
 % 
 A:, % 

 9F5, ', ,
% 	9, -A T&F2
 &(#2 -A ,&B
+ / , ,&B
 / I2
 H&;2 
, V
9AF1 8M4 
$
  1 % H V
;
 K5, 
 , W, 9& /.*2  -A HF
 B
  K5,  ,; .
 % 8
6
 , 8
2 P &

 H& K&
7
 , A  , F5, -% V
("
 .$
( -A I . 84
 , 74 -., &( '&
, U%<
 HF -A  I HA
 J6 H&;2 M4 2
("



 -., 9 '&%(2  -A 4C V#2 o
 &
 % -.,  B -(, U3, Jz2 -A ,
 H&;2 , -A 
, &02 0 %  V<92
 i. -A I H& % I U734
.  
 ) -&1  -A I H& -
71392  ,3/68 
H& K&
7
 (D .  , -A H& -
76/20  (D
H& K&
7
 . %(648   '& VD  -A(D
 K (4, -., 2 , & 3& 4B   ,F
28 (D .( %(668  # , &. -A B
 (D
    
  
   +/ 2	            4   "#9413'""   55. .  
Published By Tehran University Of Medical Sciences: www.TUMS.ac.ir 
46  
 (4,  
, -&A! % -% , -.,) K&
7
25 
(D .( U. )%($2  -
7 , 
 -A I H&
 9:  I H& #,
 i=021391  %1392  -F4
 ( .  I H& , H0 H&&( uz2 '&F,
UB6   H % K5, H&&( ;2
 7. % G;6 
H
 U, ., U( . -A  &
 B
 H&.  
  
'(2 : 
 ND  
 &	 
 0$  %Q " ,T  @M UH	 0$6 
	  
 n`N)'(  
+
92  +
91  
w >
[  n 4	

0)  
;	
)   n 4	

0)  
;	
)  
4/46  3/1 1/4 2/1 8/2  7. % G;6 
1/46  1/1 8/3 2/1 6/2 I ;2
 
3/31  8/0 2/4 9/0 2/3 1 % H&&( 
5/19  8/0 9/4 6/0 1/4 -
=. 
20  7/0 8/4 7/0 4 I V
7:
 
8/21 -  8/0 2/3 7/0 7/3  &
 
4/29  9/0 4/4 1 4/3  H 
9/2  7/0 6/3 3/0 5/3 4B 9 
1/12  1 7/3 7/0 3/3 I HA
 
6/20  7/0 1/4 5/0 4/3 I H& '34 
  
 ) 1392  % G;6 -B  B
 -A 7.
 -
7 , .$
 'z214 H& K&
7
 (D . U%< , '&
,
U9, -4" 
$
  -
7 -.,  1  %4 %
H& K&
7
 -A & . H0 H&&( 
$
 
 
 H&&( 2 =. , A	 S
1 8M4  , %
 -
7 , 74 -A & 4
 -
7 -.,15  (D
 ) , H	41391  H& K&
7
 . V
I2 '&
 4 
H& K&
7
 & 7. % G;6 B
 -A H& .  
 H& K >A V4=
 -.4 /
 , -A E
 .
  U(&
 % V
M4 -, , T&F2 -A 	9, 
  + 
(4( K5, =. . U0
  % U( ,  -A V
M4
 
" H . F H&&( % .2  A S
 , -A B
 K5, H&&( H&.6 -A B(A.4
2
 4,  94! HF % -A '+A H. 	9, 
i& &
 % H0  K5, H&&(  B
 K
! , 8
2 
 I H& K&
7
 % -A    (9#2 % U734
 &
 j,
 9  H -
=. K5, H&&( U4 B
 94!
&% % 4B ( I HA
 %   . I2 3&  B

  , 

" H:6 B
 -A B
 +, H#% . - F&B!
( -A  I HA
 E6
 K&
7
 j, .  
  
	  
 % -A 2  H 84
 , 94B % U9,
 
 3, 4B k
(
 , , 
, 94! S<2 .
 =. % H;  .9 K;4 -A I H&
 0&
 94B  (A)33 .( I H& K&
7
 -A 
  % 9, V(+ o

 % 94! 4B (9#2 K&
7
 j,
 4 % 
(9, 94B  -
., H& K&
7
 4
  )30  %34 .( H&&( uz2 , k( , K%N1 '&

  0A2 UN&% 9	"
 K5,  -A H& , H0
-
92 
N4 	: -., ( 84
 . -F4 K%N1 '&
 l&4
,  
  H& K&
7
 , A H0 H&&( 
H
 U( -B 2 , 94! &.2 K % -A I .
 H0 	9, U%  (4 H,u 74 3& 9F%N1
  4B (9#2 % I H& K&
7
 , A (4
2
  -A)37-35( .  
 -
=. % #,)1389 ( -.,  F%N1  
 H& -
7  (4( 4 '&
 , -
92 .$
 'z2
 , H0 H&&( / 

 94., -A I
 H0 H&&( / (" 94., B
 F, >2


  
   + IC	  @@ 21/J A +	 *4@ */+/1 " +DK?"4? L/8 2<M   N1 13  8 + "..   
Published By Tehran University Of Medical Sciences: www.TUMS.ac.ir 
47 
 
 H
 U,)38 .( 9{)1384 ( , 74   9%
 H& K&
7
  
 -
92 C: -.,  H0 	9,
 H
 4
 u -., '&
  -A)39 .(  K%N1 
 H&&( B
 U0
 % H0 	9, /2 =F2 , 74 6
 7. % G;6 (A4 #,
  -A H& H0 ) B

47 % ,68(% I ;2
  ) B
43 % ,63(% H&&(  ) B

53 % ,70(% I H ) B
57 % ,73(% I V
7:
 
) B
67 % ,80(% -
=. %  ) B
68 % ,82 (% U 
(1 ;2

H
 . 0A2 UN&% 9	"
 K5,  -A H& -
7
  #:P , H	4 I ;2
 % I H #,
 
K&
7
 9{ H
 & F, .  
 
, k
(
 '#2 , i&N2

 H0 H&&( 7.2
 k
(
 , , % 94! . ;2
 %  (A&

 ;2
 
, -A F, U734
 , A U( '#2
  94! F, HF %  (A&
  . ,; 
, H0 H&&( A =&% V<=F &A , F

 94! -.4 k ,  # %  (A&
 . '&
,A,
 .  :z (A,  k( =A&
 $ , -A
 (AA . (A&
 "% UN&% , AF4
% M4 B
 + '&

 , 0A uz2 (A, $
 4
%
 V<=F , % U(r1 
 U734
 (A&
 	9, 
  -A  
X . -A
 B
 +, ,  (4 7.  V<=F , =A&
 $ ,
 6
 , (A4 6 ," 6
 , % U,  9: 94!
  8
("
 ;2
 k
(
 '#2 %  (A&
 ( (AA .
 U734
 U( '#2 k
(
 '&
 , , -A 
, ,+
H:# 

 
,   H0 	9,   . '&
, U%<
 % 
 + I , F, H=: E6
 -A
 ;2 SB
 , % &1 
 + I H (AA .SB!  
 o

 -A 
,  (A&
 	9, MA ,  4
%

 34
 U
. , U7  H ,  
  2
+
 % (4%!
 H& +  (A&
 	9, 
, H&&( k B
 
   -A (A.4
2 , A (4
  . , 
 ( K5, 4B A I2 , A H0 H&&( .
 #2 -A % -
&( ', % -A ', V	2
 	9,
.
 &
7 , K;4 . 	9, , (9#2 % ,; 8
6
 % 
H
 
 -A I H& K&
7
 .  
 &A AB  H0 H&&( V
7:
 $% '&
 ,
 MA , S<2 % 94! B
(4
 %  (A&
 
 V

M4
 % B4 'z2 
   (A&
 ;2
 
 K5, -A  , , $+ % +
 -&F
 (&
7
 . '&
   &
 (#, B
 -A H& K
 
 K%N1  (A&
 	9, , 	2  84
 , -
2

 H	4  . )=& V(  K%N1 '&
 =A&
 , $2 ,
i< H:6 B
 K5, H&&( I2 ( 84
  , A %
 H
 U, K5,  
 V
I2  H0 H&&( .
 M4
  , -B % , (#, '&
 B
 -A H&  %
  , V<=F K %  (A&
 ;2
 , $2
(, 
 K&
7
 U(A&! .  
  #:P l&4)1386 ( 
;
  
 -F4 UF4 
 K&
7
 , A %7&
 H0 H&&( /7  H& (D
 H
 U( -A)40 .( 34, 
 G(* #:P ,; 
 K&
7
5/10  4B UB, i&  -A I H& (D
5/2   i&N2

 H0 H&&( / 
;
 B
 4 :
H
 U, . -., i& .6 #:P K&
7
 34, 74 
20  H&&( )( 
$
 B
 4 -A I H& (D
H
 -., i& B
 F5,  i&N2

 H0 . i -%(,
 >2
 , -., i&  H0 H&&( / 
;

 4., K5, i&  -! 
$
 B
 2 =F % 2 U(r1
H
 .H0 H&&( /  -
A , 
 -A i&N2


 % #2 % +A H. , -B D
  &
 
" $2  
 94! B(A.4
2 ( . H&&( / '&

 B
 =& % H
 o" -B -A H&&( 
, &B H.

 H
 -B -A , 	2 -! ( l&4)25 .( 'z2
&U9, 	9, % -
., H  I H& 87 -B %
H
 94! 4B (9#2 % -A.  
 =&% B
 U0
 , 4 % 
(9, 94B -
&(
 % 4"<+ &.6   i& &
 % H0 H&&( '&4
  F -
7 % K&
7
 
 -A I H& (A4
2
$(A K 
 94! -B 2 % &, .  -A HF
4,   %  +A H. , (&, H0 	9, 
 
" 4
(" . H0 	9, , H	s S34 i& (&, -A
(A, 
 .4, B
 #0A -A r4A@  H0 	9, 
 (4%4 H , -B  (A
+ H%;  4, '&
 ,
,  .
 H%; '&
 : J.: ," eA '
 -%(, &B  .2
H
 .4, '&
,A,  &(2 VBD & (&, H0 H&&( 
 2 (A, V( U2 E. eA , 8
2 % (4 
$
 -B 
F 
, -A U734
 K&
7
 , A 9:#  F, H
 (4 -B H0 H&&(  . S
1 % G;6 M4 

   &.6 	 %  &
 	9, I ;2
 4C
 (AA  U734
 &
 -
&
 4 % 
(9, 94B -A
)41  %4 .( , (&, 4 % 
(9, 94B -
&( '&
,A, 
 V
M4
 % B4 , H0 H&&(  U?%1 
$
 83A
(A, 
 $2 + -A . H0 H&&( V*A&
 Y 
H& (
54 8%
(2 -B .  
    
  
   +/ 2	            4   "#9413'""   55. .  
Published By Tehran University Of Medical Sciences: www.TUMS.ac.ir 
48  
 
  
 >A )( i& H 
$
  
 -F4 K%N1 '&

 I H& K&
7
 , A (4
2  H0 H&&(
A 4 % 
(9, 94B  - . '&
,A,
  & #2 &&( 9:( %  `2 B
 vD U0

 H#AD K5,  94B =. 	9, , A (4
2
 / 4 % 
(9, .U%<  -
A , %N1 8
("
 '&
,
	9, 
, &C, H," B
 K%N1 N2

 i& (A&
 
H
 
+,  .  4, T;2  -A HF
 . , % 
 H0 	9, (&! . 
  
     
 -A % -
&( 4..D =. B
 % '&(,
 , 4
(" K%N1 '&
 84
  
N4 	: (9 -.,
 . (&!.  
  
References 
1. Mosadeghrad, A.M. Principles of Health care 
management, Tehran: Dibagran Tehran, Iran.2003  
2. Mosadeghrad, A.M. Essentials of health care 
organisation and management, Tehran: Dibagran 
Tehran, Iran .2003 
3. Spector, P.E. Job Satisfaction: Application, Assessment, 
Causes, and Consequences. Thousand Oaks, CA: 
Sage.1997 
4. Mosadeghrad, A.M. & Moraes, A. Factors affecting 
employees’ job satisfaction in public hospitals: 
Implications for recruitment and retention. Journal of 
General Management.2009; 34(4): 51-66. 
5. Shader, K. Broome, M.E. Broome, C.D. West, M.E. & 
Nash, M. Factors influencing satisfaction and 
anticipated turnover for nurses in an academic medical 
center. Journal of Nursing Administration.2001; 31 (4): 
210-216. 
6. Strachota, E. Normandin, P. O'Brien, N. Glary, M. & 
Krukow, B. Reasons registered nurses leave or change 
employment status. Journal of Nursing 
Administration.2003; 33 (2): 111-117. 
7. Al-Hussami, M. A Study of Nurses' Job Satisfaction: 
The Relationship to Organisational Commitment, 
Perceived Organisational Support, Transactional 
Leadership, Transformational Leadership, and Level of 
Education, European Journal of Scientific 
Research.2008; 22 (2): 286-295. 
8. Ito, H. Eisen, S.V. Sederer, L.J. Yamada, O. & 
Tachimori, H. Eactors affecting psychiatric nurses' 
intention to leave their current job. Psychiatric 
Services. 2001; 52 (2): 232-234. 
9.  Sourdif, J. Predictors of nurses' intent to stay at work in 
a university health center. Nursing and Health 
Sciences. 2004; 6 (1): 59-68. 
10. Kivimaki, M. & Kalimo, R. Contributors to satisfaction 
with management in hospital wards. Journal of Nursing 
Management. 1994; 2 (5): 225-34. 
11. McNeese-Smith, D.K., 1995. Job satisfaction, 
productivity, and organisational commitment. The 
result of leadership. Journal of Nursing Administration. 
1995; 25 (9): 17-26. 
12. Leiter, M.P. Harvie, P. & Erizzell, C. The 
correspondence of patient satisfaction and nurse 
burnout'. Social Sciences Medicine. 1998; 47 (10): 
1611-1617. 
13. Kaldenberg, D.O. & Regrut, B.A. Do satisfied patients 
depend on satisfied employees? Or do satisfied 
employees depend on satisfied patients?, The 
Satisfaction Report, 3, South Bend, Ind: Press, Ganey 
Associates Inc. 1999 
14. Tzeng, H.M. & Ketefian, S. The relationship between 
nurses' job satisfaction and inpatient satisfaction: an 
exploratory study in a Taiwan teaching hospital, 
Journal of Nursing Care Quality. 2002;16 (2): 39-49. 
15. Alsughayir A. Does Practicing Total Quality 
Management Affect Employee Job Satisfaction in 
Saudi Arabian Organizations? European Journal of 
Business and Management. 2014; 6(3):169-75  
16. Agus A. TQM as a focus for improving overall service 
performance and customer satisfaction: An empirical 
study on a public service sector in Malaysia. Total 
Quality Management. 2002; 15: 615–28  
17. Behshid, M. Reasons for TQM failure, Proceedings of 
the 2nd congress of quality improvement in health care 
services, Tehran, Iran. 2003 
18. Dargahi, H. Factors affecting TQM failure in healthcare 
organisations. Teb and tazkieh. 2003; 50, pp. 49-61. 
19. Mosadeghrad, A.M. A survey of Total Quality 
Management in Iran: Barriers to successful 
implementation in health care organizations, 
International journal of Quality Assurance in health 
care. 2005; 18 (3): xii-xxxiv. 
20. Hamidi, Y. Strategic leadership for effectiveness of 
quality managers in Medical Sciences Universities: 
What skills are necessary? Australian Journal of Basic 
and Applied Sciences. 2009; 3(3), PP. 2563-2569. 
21. Mosadeghrad, A.M. Why TQM does not work in 
healthcare organisations. International Journal of 
Health Care Quality Assurance. 2014; 27 (4): 320-335. 
22. Mohammadi, M. Mohammadi, F. Zohrabi, M. et al. 
Quality management in Iran: Past experience, attitudes, 
and challenges, Proceedings of the 10th world congress 
for TQM, university of Manitoba, Canada.2005 

  
   + IC	  @@ 21/J A +	 *4@ */+/1 " +DK?"4? L/8 2<M   N1 13  8 + "..   
Published By Tehran University Of Medical Sciences: www.TUMS.ac.ir 
49 
 
23. Taghipour, S.A survey of TQM implementation 
barriers in Tabriz health care organisations. 
Proceedings of the 2nd congress of quality improvement 
in health care services, Tehran, Iran.2003 
24. Mosadeghrad, A.M. Towards a theory of quality 
management: an integration of strategic management, 
quality management and project management. 
International Journal of Modelling in Operations 
Management. 2012;  2 (1): 89-118. 
25. Mosadeghrad AM. Verification of a quality 
management theory: Using a Delphi study. 
International journal of health policy and management. 
2013;1(4):261. 
26. Mosadeghrad, A.M. Strategic collaborative quality 
management and employee job satisfaction. 
International Journal of Health Policy and 
Management.2014;  2 (4): 167-174. 
27. Koch T, Selim P, KRALIK D. Enhancing lives through 
the development of a community‐based participatory 
action research programme. Journal of clinical nursing. 
2002;11(1):109-17 
28. Mosadeghrad, A.M. Implementing strategic 
collaborative quality management in health care sector, 
International Journal of Strategic Change Management. 
2012; 4 (3/4): 203-228. 
29. Reason P, Bradbury H. Handbook of action research: 
Participative inquiry and practice: Sage; 2001. 
30. Mosadeghrad AM, Ferlie E ,Rosenberg D. A study of 
the relationship between job satisfaction, organizational 
commitment and turnover intention among hospital 
employees. Health Services Management Research. 
2008; 21(4):211-27 
31. Mosadeghrad, A.M. & Moraes, A. Factors affecting 
employees’ job satisfaction in public hospitals: 
Implications for recruitment and retention. Journal of 
General Management.2009; 34(4): 51-66. 
32. Mosadeghrad, A.M. & Ferdosi, M. Leadership, job 
satisfaction and organizational commitment in 
healthcare sector: Proposing and testing a model. Mat 
Soc Med.2013; 25(2): 121-126. 
33. Brown S, Lam S. A meta-analysis of relationships 
linking employee satisfaction to customer responses. 
Journal of Retailing 2008; 84: 243–55. 
34. Haas, J.S. Cook, E.F. Puopolo,  A.L. Burstin,  H.R. et 
al. Is the professional satisfaction of general internists 
associated with patient satisfaction? Journal of General 
Internal Medicine. 2000; 15 (2), pp. 122-8. 
35. Lagrosen, Y. Backstrom, I. & Lagrosen, S.  Quality 
management and health: A double connection. 
International Journal of Quality & Reliability 
Management. 2007; 24 (1), pp. 49-61. 
36. Boon, O.K.,Arumugam, V. & Teo, S.W. Does soft 
TQM predict employees’ attitudes. The TQM 
Magazine. 2005; 17 (3), pp. 279-289. 
37. McAdam, R. & Bannister, A. Business performance 
measurement and change management within a TQM 
framework. International Journal of Operations and 
Production Management. 2001; 21 (1/ 2), pp. 88-107. 
38. Rabiee A, Kermani M, Ramezani M, Khatib M. The 
impact of quality management on job satisfaction in 
Social security hospitals. Journal of Healthcare 
Management. 2010;2(3&4):67-77. 
39. Zahiri M, Abedi G, EbadiAzar F. A survey on the 
effect of quality improvement teams (QIT) in the 
hospital efficiency. . Journal of Health Sciences. 
2010;2(3). 
40. Karami Matin B, Najafi F, Mohammadi N, Karami 
Matin A, Salimi E, Zinat Motlagh F. Implementing of 
Quality Management System (ISO 9001 - 2000) on 
Effectiveness Improvement in Shohada Hospital, 
Kermanshah. J Health Syst Res 2013;9(6). 
41. Hamidi Y, Eivazi Z. The relationships among 
employees' job stress, job satisfaction, and the 
organizational performance of Hamadan urban health 
centers. Social Behavior and Personality: an 
international journal. 2010;38(7):963-8. 
   
    
  
   +/ 2	            4   "#9413'""   55. .  
Published By Tehran University Of Medical Sciences: www.TUMS.ac.ir 
50  
  
  
 
The Impact of Quality Management on Employees’ Job 
Satisfaction in Respiratory Intensive Care Unit at Labbafinejad 
Hospital 
 
 
Mosadeghrad.AM1, Ashrafi.E2*  
  
 
Submitted: 2014.11.8              Accepted: 2015.11.10 
 
 
 
Abstract 
 
Background: Quality management as an organizational strategy helps enhance hospital efficiency, 
effectiveness and productivity. This study aimed to examine the impact of quality management on 
employees’ job satisfaction at Respiratory Intensive Care unit, Labafijejad Hospital.  
 
Materials and Methods: A participatory action research was used for the intervention in 2013. A 
quality improvement team was established and operational processes were improved using a quality 
management model. The quality improvement team identified and standardized working processes, 
identified quality goals for the processes and improved them until achieved quality goals. Employees’ 
job satisfaction data was collected before and after the intervention. 
 
Results: The quality management model implementation improved employees’ job satisfaction at the 
Respiratory Intensive Care unit. Employees’ job satisfaction was increased from 56.6 percent in 2013 
to 68.3 percent in 2014. Integrating employees’ needs in quality improvement activities helps sustain 
the benefits of quality management. As a result, employees’ moral and satisfaction increase. 
 
Conclusions: Implementing an appropriate quality management model appropriately in a supportive 
environment helps enhance employees’ job satisfaction and morale. Managers' and employees' 
commitment and involvement in quality improvement activities are required for successful quality 
management implementation. 
 
Keywords: Quality management, Job satisfaction, Employees, Hospital 
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